
VOLUME 4 NUMBER 3 AUTUMN 1989 

New Technology in 
the Human Services 

Incorporating 

The Edinburgh Conference Papers: 

Training for a New Information System 

Information System Design 

Performance Indicators and Information 

Information Needs and Decentralisation 

Plus... More North American Software 

The Management of Information 

Computerising Client Records 



Contents 

2 The Management of Information 

Pcicr Hales lakes a n i r c t i m s v i e w of t h e lask of 

cffkzicni aiid c f f c c i i v c inFonnal ion m a n a g e m e n t . 

9 Information Needs and Decentralisation of 
Services in Social Services Departments 

Allan B u c k l e y wr i t es about the p roccs s and Impact of 

R o c h d a l e ' s p l a n s for decen t ra l i sa t ion to n c i g h b o u r h t w d g r o u p s . 

12 Implementing a New System: 
the Importance of Training 

R o g e r D o v e , a trainer, talks of the t r a i n e r ' s r espons ib i l i t i e s 
and the need for ac t ive suppor t and c o m m i t m e n t f r o m m a n a g e r s . 

15 Information System Design 

Mikf (ri inn o d c r s a set of gu ide l ines for those a p p r o a c h i n g 
the task of de s ign ing a n e w sys t em. 

18 Performance Indicators and Developments in 
Personal Social Services Information Systems 

Wil l i am VVarburton's inside v iew of the Soc ia l Se rv i ce s 
I n s p e c t o r a t e ' s K e y Indicators w o r k . 

27 Computerising Client Records 

Bryan G l a s t o n b u r y predicts the arr ival of S Q L and the 
c o m p u t e r i s a t i o n of ease files as d e v e l o p m e n t s fo r t h e 1990s . 

31 Centre for Human Services - Software Catalogue 

Il ic C L S S N c t list with 2 0 n e w p r o g r a m s . 

Editorial Group 

Editors Bryan Gla.slonbury (University of Southampton) 
Stuart Toole (City of Birmingham Polytechnic) 

Associate Editor - Paul Dolan (Binningham Social Services Dept.) 
Review Editor - Colin Barnes (Coventry Social Services Dept.) 
Software Review Editor - Mike Ferriter (Rampton Hospital) 

Editorial Consultants 

Evelyn Blcnnerhasscu (Irish Institute of Public Adminiswation) 
Elizabeth Cordingley (University of Surrey) 

Hein de Graaf (Netherlands - Human Service Computer Consultant) 
Walter LaMendola (University of Denver)* 
Rob MacFadden (University of Toronto) 
David Phillips (University of Sheffield)* 
Dick Schoech (University of Texas, Arlington) 
Andy Shulkins (University of Southampton)* 
John Wallis (Shell UK)* 
David Ward (Hampshire County Council)* 

* = members of the Centre for Human Services Steering Committee. 

New Technology in 
the Human Services 

Published by: 

CTI Centre for Human Services 

Address for all enquiries and 
subscriptions: 

New Technology in the Human 
Services, 
Centre for Human Services, 
Department of Social Work Studies, 
The University, 
Southampton, S09 5NH. 

Tel: 0703 595000 ext.3536 or 2629 

Subscription Rates (this Volume): 

UK Personal £10.00 per volume (4 
issues) 

Libraries and Institutions £30.00 

Europe £UK (Euro Cheques Please) 
Personal £12 
Libraries and Institutions £30 

USA and Australia US$: 
Personal $20 
Libraries and Institutions $60 

* * * * * * * * * * * * * * * * * * 

NEW SUBSCRIBERS! Any 
individual or institution taking out a 
new subscription for Volume 5 (4 
issues) before the end of 1989 will 
receive Vol.4 No.4 free, and can 
subscribe at the current rate. 
Subscription renewals received by the 
end of 1989 will also be at the Volume 
4 rate. 

* * * * * * * * * * * * * * * * * * 

This journal is produced using an IBM 
PS2 Model 80 computer. 

ISSN No.0267 1980 



UP FRONT 

Heading North 

The Edinburgh conference 

This issue is devoted to reproducing 
papers delivered at the ADSW/LAMSAC 
conference held in Edinburgh in May 1989. 
Described as the first major northern 
conference on information systems and 
social work services, and sponsored by 
ICL, it gave personal social services staff 
f rom Scotland and the North of England 
the chance to come together to study the 
subject without having first to trek down 
to Birmingham or points fur ther south. As 
well as sponsoring the conference, ICL are 
also making a contribution to the 
production costs of this issue of the 
journal, so that more copies with more 
pages can be printed, and the Edinburgh 
papers given wider circulation. 

The conference had two main speakers, 
William Warburton and Peter Bates, a 
number of workshops, and a selection of 
displays and demonstrations. In this issue 
we begin with Peter Bates view, as a 
D i r ec to r of Social Work, on the 
r e q u i r e m e n t s f o r t h e e f f e c t i v e 
management of information. This is 
followed by contributions f rom three 
workshop speakers. Allan Buckley looks at 
the ways information needs to be handled 
in a decentralised service structure - an 
area of concern for William Warburton, 
who suggests that decentralising services 
could make the process of maintaining an 
e f fec t ive i n f o r m a t i o n system more 
difficult. Roger Dove, in his paper. 

stresses the vital issues of training staff to 
m a k e use of and c o n t r i b u t e to 
computerised systems. Mike Gunn offers a 
set of guidelinesfor a sensible approach to 
system design. 

In the second of the keynote papers 
William Warburton provides a thorough 
presentation and critique of performance 
indicators, focusing on the key indicators 
developed for social services departments 
by the Social Services Inspectorate. 

The final presentation f rom Edinburgh is 
my own look at client information systems, 
and speculation about where they are set 
to move in the coming decade. 

Centre for Human Services 

It will now be a regular feature of New 
Technology in the Human Services, to 
provide a list of software of potential use 
in the human services. As in the last issue 
this continues to concentrate of North 
American software gathered together by 
Dick Schoech for CUSSNet. Readers may 
like to know that a much stronger 
emphasis will be placed on UK software in 
our next issue, including an update of the 
list last circulated in 1987 by Programs in 
Practice (PIP). 

This software inventory is being prepared 
by the Centre for Human Services, which 
has, as of Issue 3 of Volume 4, taken over 
responsibility for all aspects of the journal . 
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editorial, production and distribution. 
Most aspects of editorial policy will 
remain: in particular we shall continue to 
publish papers f rom agency staff and 
academics, and welcome contributions 
f rom any of our readers. However, as the 
Centre for Human Services gathers 
momentum, we do plan to offer both a 
comprehensive cataloguing service, and a 
range of software reviews, some of them in 
considerable depth. We expect to begin 
such reviews in the next issue, focusing on 
welfare benefits packages. 

It is a pleasure to place on record my own 
appreciation, and I am sure that of many 
readers, of the pioneering efforts made by 
Stuart Toole and Birmingham Polytechnic 
which got this journal under way. Stuart 
will continue in an editorial capacity, but 
his spare room no longer has to double as 

bedroom and the journal's office, and his 
family will n o t spend so many boring hours 
addressing and licking envelopes. 

HUSITA 2 

Another p leasure is the opportunity to 
announce the plans for the next 
In ternat ional Conference on H u m a n 
S e r v i c e I n f o r m a t i o n T e c h n o l o g y 
Applications - HUSITA 2. It is scheduled 
for June 26th to 29th 1991, and the venue 
is New B r u n s w i c k , New J e r s e y . 
Preparat ions for the conference are being 
co-ordinated by Marcos Leidermann of 
Rutgers University, who is keen to a t t rac t 
as many Europeans as possible to cross the 
Atlantic. We will keep you in touch with 
details as they emerge. 

Bryan Glastonbury 

THE MANAGEMENT OF INFORMATION 

Peter Bates 

Introduction 

What I want to deal with is information and the increasing n e e d for efficient management 
and operational systems within social work. Specifically I want to look at the current 
situation in social work and the changes taking place which will require fundamen ta l 
revisions of our information systems. I also want to review o u r general use of informat ion 
technology in the Department and the need for a user led information system strategy. 
Finally I want to highlight the steps ADSW and the Scottish Office require to take to 
address all of these issues. 

If you think about it, almost every job we 
do in social work relies on the ability to 
pass and share information. As a director, 
I constantly need updated information on 
b u d g e t s , s p e n d i n g l eve l s , c a p i t a l 
programmes, and about client services and 
resources. At a local level, social workers 
and other practitioners constantly have to 
give advice and information to clients and 

other agencies about a whole range of 
subjects. Th i s can be referred to as 
counselling or advocacy, but in many 
respects it is the dissemination of 
information. The type and degree of 
information reques ted varies and canbe as 
simple as a r eques t for social clubs in the 
area, or as complex as a child abuse 
review. The underlying f ea tu re in all of 
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this is the need for information, which can 
be easily retrieved, updated and has a 
relevance for particular groups. 

Current Situation - Need for 
Efficient Information Systems 

You may ask yourself why do we need to 
have good computerised information 
systems now,whenwe have struggled along 
all this time with our manual systems and 
ledgers. The answer is simple and lies in 
the changes taking place in Local 
Government today. This Government has 
been part icularly active in passing 
l eg i s l a t i on which has had d i r ec t 
consequences for us as managers and 
practitioners. Apar t f rom the major pieces 
of legislation which have directly affected 
us and our clients, e.g. the Social Security 
Acts and the Mental Health and Disabled 
Rights Acts, new procedural legislation 
covering Personal Access to Files strike at 
the very heart at the way we collect and 
record information about clients. 

Added to this are the increasing number of 
reports recommending changes in practice 
and procedure, which will require careful 
thought and reviews of the way we deliver 
and monitor services at the moment. The 
Audit Commission has clearly stated in its 
reports that management systems in the 
social services need to be overhauled to 
meet the challenges of the nineties in 
general and privatisation in particular. 
We have been spared the worst effects of 
compulsory competitive tendering so far, 
but the parliamentary grapevine suggests 
sweeping changes could be imminent. 

The Griffiths Report , while backing 
continued Local Government control of 
community care projects, has been critical 
of the monitoring arrangements currently 
used by social services. Though I think the 
management systems in social services are 
too read i ly c r i t i c i sed by C e n t r a l 
Government , which undermines the 

sterling efforts of many authorities, I agree 
that practices in inter-agency initiatives 
could and should be improved. 

A fur ther factor in analyzing the changes 
in social services today which demand new 
and improved information systems, is the 
increasing numbers of clients now seeking 
social work assistance. The rising number 
of child abuse referrals has been well 
documented by the media, as has the 
increasing elderly population, particularly 
those aged 75+ who pose part icular 
demands on the Department . Less well 
documented, but just as relevant in terms 
of demand on social workers' time, is the 
rising number of clients in severe f inancial 
difficulties who require assistance and 
guidance to keep them from the clutches 
of illegal moneylenders. 

These rises in referrals and caseloads have 
not been met with a proport ionate 
increase in manpower, for several reasons. 
These include the obvious ones like lack of 
finance and shortages of skilled staff, but 
a much more pressing reason has been the 
Department 's inability to monitor and 
record systematically information which 
highlights referra l /caseload rates and 
resource requirements. Ei ther the 
information is not collected or is collected 
only in aggregated formats which do not 
lend themselves to closer scrutiny. 

An obvious result of having an increased 
caseload and static resources to deal with 
the problems is that practitioners have less 
and less time to spend with individual 
clients. This increases the pressures on 
social workers and other front-line staff to 
use their time effectively and productively. 
When I was Depu ty D i r e c t o r at 
Strathclyde, the Department undertook a 
diary exercise of social workers' activities. 
I must admit I was very surprised to find 
that 25-30% of social workers' time is 
taken up with what is regarded as 
administrative duties, searching case 
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records , logging re fe r ra l s , f ind ing 
resources, digging out procedural notes, 
checking other workers' involvement in 
cases, and so on. 

All of the above tasks would probably be 
regarded by most workers as typical of a 
caseworker's daily activities and are 
essential mechanisms of a case recording 
system. While I would accept that most of 
these activities are essential, the time 
taken to carry out these tasks is 
unnecessarily long, due tothe cumbersome 
in fo rma t ion and record ing systems 
presently used by many departments. It is 
not uncommon for a social worker on 
intake to have to write a client's name and 
address 4 or 5 times as part of the 
documentation relating to a referral . 
Checking other workers' involvement in a 
case can mean sifting through 5 or 6 card 
index systems. All of this time spent 
supporting and maintaining duplicate 
manual information systems is time taken 
away f rom working with clients. 

In other industries and sectors the need 
for efficient information systems has long 
been recognised. In the private sector 
good information and recording systems 
have been the life blood of many 
organisations, and has ensured their 
commercial survival. In the public sector 
we are not driven by motives such as 
competitive edge or profit margins, at 
least not yet, but we do have the same 
n e e d s f o r e f f i c i e n t and e f f e c t i v e 
communication and information systems. 
This is particularly so in authorities who 
have adopted a decentralised approach to 
service delivery and have many small sub-
units and intake offices to liaise with. 

Most organisations now accept the role 
new technology and electronic systems can 
play in providing efficient management 
i n f o r m a t i o n sys tems and ass i s t ing 
operational activities. Technology can 
play an especially important role in 

collating and analyzing large volumes of 
data, e.g. in client index systems, but it has 
also been particularly useful in assisting 
communication between offices using 
devices such as electronic mail, thereby 
reducing p a p e r transfer. Searching for 
minutes, legislation, or procedural no tes is 
also much easier using text re t r ieval 
facilities, whi le presentation of repor ts is 
simplified using new office automat ion 
techniques, such as word processing and 
desk top publishing. 

Comparative Investment in 
Information Technology - Local 
Government and Social Work 

The need f o r technology to assist industry 
and the publ ic sector has been voiced and 
debated over the years. Some industries 
have now responded by investing in 
sys tems w h i c h will give t h e m a 
c o m p r e h e n s i v e m a n a g e m e n t a n d 
operational information service. The 
finance sector is a leading example. The 
public sector generally does not invest in 
technology and indeed, in 1988, spent the 
lowest of all industries per employee. 

Local government it has to be said does 
spend at a considerably higher rate than 
the public sec tor as a whole. However, an 
analysis ofindividual department spending 
shows that educat ion and social services 
spend considerably less than all industr ies 
as a whole. So why should social work 
spend less on information technology than 
other depar tments like f inance and 
industry generally? Many reasons can be 
put forward, such as: 

(a) 
(b) 

(c) 

F e a r of innovation; 
F e a r of de-personalising the 
service; 
Lack of computer skills and 
awareness. 

All of these have been given as possible 
reasons. However , a recent survey carried 
out by Dagenham SSD on all social 
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services departments in Britain threw up 
some interesting results as to social 
services general low usage of new 
technology. Of the 100 authorities who 
responded to a questionnaire: 

1. Only one said it was fully in charge 
of its own computing resources. 

2. For all others the authority's 
computing services were located in 
other departments. Most commonly in 
Finance (55%) or Computer Services 
(25%). 

3. O v e r t w o - t h i r d s of t h o s e 
departments replying were reliant 
either totally or in part on the 
authority's mainframe for computer 
facilities. The general effect of this 
mainframe dominance was to give 
considerable control over computer 
development to those who run the 
mainframe. 

4.In the majority of authorities (over 
60%) the setting of priorities was 
carried out corporately, often through 
chief officers ' management teams. 

5. While SSD funded most of the 
computer developments f rom their 
own budgets, corporate technical 
strategies meant that for the most part, 
corporate permission was needed to 
p u r c h a s e p a r t i c u l a r p i e c e s of 
equipment or software. 

6. Many criticisms of the central 
planning system were made including: 

a) They were excessively 
bureaucratic; 

b) Mainframe access meant 
financial systems given high 
priority; 

c) A cost benefi t analysis 

approach to proposals often 
tended to produce low priori t ies 
for users such as social services 
departments; 

d) With a large number of central 
computing divisions located 
within finance departments, many 
other departments felt f inance 
gained too high a priority in 
terms of developments. 

Given that in all but one authority the 
main computing functions were located 
outside social work/services, relat ions 
between central computer and social 
services staff played a key pa r t of 
computer development. While some 
reported having good relations with 
computer services, many authorit ies had 
criticisms to make. These included: 

a) Lack of understanding and interest 
by computer staff of social services 
needs; 

b) Lack of commitment; 

c) Development times for projects were 
too long and costly. 

Many social services departments have 
already started to make themselves more 
independent of central computing by 
employing their own specialist staff. This 
was seen as one important way social 
services could control its own computer 
development. A number of departments 
w h o h a v e c o n t r o l l e d t h e i r own 
development work were of the opinionthat 
it was quicker and more effective than 
leaving the p rob l em with c e n t r a l 
computing. Relations with central 
computing in these authorities were re-
defined: central computing provided 
specialist advice, but the project was 
controlled and managed by the social 
services department . This allows, in the 
eyes of one department quoted, "for the 
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